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JaCk Wa I kel’ is President of Walker,

an experience management consulting firm
with more than 85 years of expertise helping
organizations make change make sense.

Under his leadership, Walker is a Platinum Consulting
Partner of Qualtrics, supporting Fortune 1000 teams as
they align data, decisions, and experiences to drive
meaningful business impact.
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Making c make sense.




Al is changing how we work. But it also comes with
chaos. Walker's Unified XM approach challenges
leaders to embed experience data into their
operations. With better integration, XM leaders can
make more human-centered, effective decisions—
just by making change make sense.
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Making make sense.




ENTERPRISE CHANGE IS
ACCELERATING, THANKS TO:

T |

A state of
movement...
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ENTERPRISE CHANGE IS
ACCELERATING, THANKS TO:

A state of
movement...

[ - Automation 1
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ENTERPRISE CHANGE IS
ACCELERATING, THANKS TO:

A state of
movement...

[ - Data-driven decisions }
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ORGANIZATIONS FACE
CHALLENGES LIKE:

{ -> Siloed systems J

...and a state
of constraint.
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ORGANIZATIONS FACE
CHALLENGES LIKE:

...and a state =
o - Massive, disconnected
of constraint. data volumes
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ORGANIZATIONS FACE
CHALLENGES LIKE:

...and a state
of constraint.

- Multiple owners pulling
in different directions

"oy
Wa I kel’ Making change make sense.



shapes decisions.

; : ; EXPERIENCE

OPERATIONAL {0} BEHAVIORAL {B}
DATA DATA
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What happens when the
business moves faster than

experience Yerz1al Gl o X8 e

"oy
Wal kel’ Making change make sense



Making make sense.




WEYGCE R3] inflection point:

— Focus on insight reporting

— Step into a broader
enterprise role

"oy
Wal kel’ Making change make sense



Experience alone isn't
enhough to drive Eleilels}
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The risk...

{Enterprise Data} =

LEADS TO

{Optimization} 5 Empathy




Clarity



Clarity




Clarity

Y  Direction

A Meaning



Unified XM:

Making make sense.




Unified XM

BEHAVIORAL {B}
DATA

make sense.
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WITH UNIFIED XM,
ORGANIZATIONS CAN:

TLI 'n i ng [ - Make sense of constant change ]
Information
into impact
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WITH UNIFIED XM,
ORGANIZATIONS CAN:

Turning
information J

- Align teams around shared

into impact outcomes

"oy
Wa I kel‘ Making change make sense.



WITH UNIFIED XM,
ORGANIZATIONS CAN:

Turning
information
into impact

- Move from insight to
enterprise action
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WALKER GUIDES ORGANIZATIONS
THROUGH XM CHALLENGES LIKE:

Th e [ - Data and systems alighment ]

hard part
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WALKER GUIDES ORGANIZATIONS
THROUGH XM CHALLENGES LIKE:

The
hard part [ - Ownership and governance J
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WALKER GUIDES ORGANIZATIONS
THROUGH XM CHALLENGES LIKE:

The
hard part

[ - Organizational coordination J
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PTC: From
Insightsto

make sense.




walker ™

Namrata Wadhwa

is the Senior Director of Customer Experience
at PTC, a global leader in product lifecycle
management software.

Namrata leads Voice of Customer at PTC, driving how customer
insights shape strategy, decisions, and action across the enterprise.
She focuses on moving beyond listening to delivering measurable
business outcomes from customer feedback.

Making change make sense.



PTC is a(global software

company serving industrial and

manufacturing organizations.

_



PTC AT A GLANCE

Fast Facts

of Innovation Employees ARR Market Cap

S ptc

Intelligent Product Lifecycle Software Global Leader

Headquartered in Boston, MA
Operations Across 35+
Countries
Global Partner Ecosystem

Powered by
Product Data

©

IS

Fueled by Al

from partners

+ DESIGN

*2.25B as of the end of Q4’24




POWERING INNOVATION ACROSS INDUSTRIES

A = H S

Aerospace & Defense Automotive Industrial Electronics &High Tech Consumer

@ AIRBUS @ dyson
JOHN DEERE nVI D IA
@

CAT D&AL Whirigool

LOCKHEED MARTIN ﬁ 1
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VOC EVOLUTION

@Eﬁ%} 2026 )

/1 I
WG 2025
+ Expand and scale listening

+ Unify structured and unstructured
feedback into a single unified
intelligence layer

Centralize listening on Qualtrics

. - . * Infuse Al-driven analysis (VoC Al
/H 2024 ) Redesigned NESEEESIE agent) to surface themes, risks, and
* Win-Loss interviews opportunities at scale

Optimize existing touchpoint
listening

Closed-loop execution
* Inconsistent

* Manual
* Low-confidence signals
» Limited visibility for PTC teams

X e /. B

36




LISTENING MOSAIC ACROSS THE CUSTOMER JOURNEY

Unstructured
f\ 9o O((% o)
=7 [~
& AN i
EXECUTIVE ADVISORY PRODUCT GLOBAL
ENGAGEMENT BOARDS SUGGESTIONS NPS

____________________________________________________ 1
|

|
|
DISCOVER IMPLEMENT ADOPT SUPPORT GROW
Aware, Consider, Decide Onboard, Plan, Implement Service, Support Renew, Upgrade, Churn, Strengthen

Briefing Center Visits
Win/Loss Interviews Churn & Downgrade

Community Feedback

A
\ 4

Who do we listen to: Decision Makers, Buyers, Champions, IT Admins,
Procurement Leads, End-Users, GTM PTC Teams

—



But @ iL® still faced...

Evolving System Landscape Decision Complexity at Scale

Distributed Data Ownership Competing Enterprise Priorities

Shared Accountability Across Teams
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the data
dilemma

Behavioral, Operational
and Experience is created
and stored in numerous
places.

walker™

ORACLE
salesforce
Gainsight
To1 oA CAO CcHURNZERO ekIaUQ
4 :
zendesk e p.l-C Ollk
HOMEGROWN SYSTEMS )
<
Gainsight
S S pfc momm.
_J
P qualtrics™
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WEY start JWids

the problem.
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[ {1} Sentiment & revenue relationship ]

PTC
Areas of
Exploration
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PTC
Areas of
Exploration

[{2} High-consumption, low sentiment risk ]
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PTC
Areas of
Exploration [{3} Operational stress signals }
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PTC
Areas of
Exploration

[ {4} Engagement & advocacy gaps ]
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the data
dilemma

Behavioral, Operational
and Experience is created
and stored in numerous
places.

walker™

ORACLE
salesforce
Gainsight
To1 oA CAO CcHURNZERO ekIaUQ
4 :
zendesk e p.l-C Ollk
HOMEGROWN SYSTEMS )
<
Gainsight
S S pfc momm.
_J
P qualtrics™
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1lsT=] flexibility Jeoli

the Data Cloud
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ORACLE

C Gainsight
\/ oA COo cumvzero  eloqua
Y|4
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salesforce
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s { N\
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ORACLE

Gainsight

k 4 j (] AT N CAO CHURNZERO ekquo
w
4%

X Unified XM & A 8ptc qik

o

salesforce
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A {B} DATA ° ANALYTICS SYSTEM
cLov
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Gather raw data from siloed systems.
Build the initial Data Dictionary.

account_id P account_name i i 1.2 annual_revenue Fe account_tier P account_manager % contract_status
( N V 107 Ti ) Pendi
078.96 i o W 'ending
BEHAVIORAL o — e [ s
(B} DATA + Customer Engagement - : _ - ?

South America E 3 Ti Jane Doe Pending

North America i - 2 Expired

North America

* Account data
OPERATIONAL * Financial data e - TS | 2 :
{0} DATA * Products Purchased o F— Fry——

e Support interactions AT 3 .

* Etc.

South America
Asia

EXPERIENCE * Surveyresponse data
{X} DATA * Win/Loss Interviews
* Etc.

ULTIMATELY BROUGHT IN RAW
FROM 13 UNIQUE SOURCES

DATA

*TWO (2) EXAMPLES SHOWN
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Choose fields—based on Data Dictionary—
from each data source. Apply rigorous data
engineering.

An iterative process of data
understanding, validation,
cleaning, reformatting +

augmentation. : 400+ DATA FIELDS TO PULL INTO ONE SET

This consolidation work still o | 26% of these fields were needed
N 93 TOTAL / 67 CREATED

resulted in

rows of Account-level data. ‘ 3 different unique IDs

REQUIRED TO MATCH

Contact-level data aggregated
ROLLED UP TO THE ACCOUNT LEVEL
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Conduct exploratory data analysis on the 42k
rows of data.

1.2 nps_score X 't account_manager ¢ contract_status

o industry Fc region 1.2 annual_revenue 1% num_employees

Jane Doe

. . . - -
Descriptive statistics. - e :
A Globex Inc il 4 1 Pendinc

Initech Solutic North Ameri Expired

Umbrella il South America Expired

Industries il North Ameri John Smitt Pending

Assess if PTC has enough ‘ S o
BOX to conduct our desired : y §
analyses. ‘ . i

South Ameri Pending

South Amer nding

outh Ameri

Early hypothesis testing. 3 o o i : o

Pied Pi a Asia
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Analyze the Data Set.

1,000 rows 535 runtime

Run correlations

ONE COMMAND.
779 TESTS. o - mmaez]
INSTANT INSIGHT. ;

Run hundreds of analyses in
seconds and immediately see
which relationships are worth
exploring.

*ONE (1) EXAMPLE SHOWN
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+¥ No added IT stress



23 No added IT stress

X Faster movement



23 No added IT stress

X Faster movement

A Quick results




The perks o

OUTCOMES
Scale —~—+ [ Normalization }

Cleanliness & databricks —-H [ Standardization }
Complexity —*—% [ lteration ]
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discovered

Adjust sampling strategy




«aerest Unified XM

£ N
{NON-XM}
INITIATIVES
Our exploration surfaced Use Experience data to inform
opportunities in both directions— other business initiatives
enhancing the listening program L 5
itself while using operational data 7 =
to better focus and inform RAT
INITIATIVES
experience initiatives.
Use Operation and Behavioral data
to inform Experience initiatives.
\ J
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What comes
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o[-1d experience signals

beat perfect models—especially
when revenue is at risk.
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Support engagement
sighals revenue stability.

Among Passive accounts, those not interacting with Technical Support are

X more likely to have declining ARR.

Making change make sense.

walker™



Support engagement
sighals revenue
stability. . § ey

(g e el )
‘ ( \_ﬁwgnals state ) / »
What does executing an optimized ] W<: :>‘

experience action look like?
Good

Better
Best
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Flag the risk for
the account team.

Start by ensuring experience
sighals show up where revenue
risk is managed.

walker™

Passive NPS response

No Tech Support interaction
in the last 90 days

THEN

Create Gainsight risk alert
Notify CSM and Account
Executive

Log "Passive + Support
Underutilization” as risk
reason

Making change make sense.



BUILD ON BASIC. ADD:

Basic Action + Guided Response p -

Equip the team with -
» Gainsight triggers CSM Playbook
a response play. + Step-by-step mitigation guidance

» Clear ownership and timing
\, J

4 D

Help account teams assess and i MRS G S ETTIENAT

mitigate the risk consistently. B o e e Niatlinting

Support value
+ Case study demonstrating outcomes
* High-touch outreach for strategic
accounts
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Automated Engagement

Automatically
respond to the signal.

Experience sighals trigger
engagement without waiting
for manual intervention.

walker™

WHEN SURVEY RESPONSE
IS SUBMITTED:

7

IF

NPS = Passive

No Tech Support engagement
in last 90 days

THEN AUTOMATICALLY

Trigger in-product support
message

Provide direct link to support
resources

Encourage early engagement

Making change make sense.



IN-SURVEY EXPERIENCE:

Intelligent Orchestration [ y

“Customers experiencing similar challenges

Res p O n d to t h e Si g n a I often benefit from working with our support

specialists. Would you like help connecting with

i n th e m O m e nt. L an integration expert?” )

CUSTOMER OPTIONS

: R » Schedule support session
Experience Agents coordinate S e TR e

the next best action during the easetWithaceounttoam

* Not right now
feedback interaction.
AGENT THEN

* BooOKs session

* Sends targeted resources

* Alerts account team if needed
(indicates not right now)

KL J

"y
Wa I kel’ Making change make sense.



Making ) make sense.




Who @zl 5P the
coming change?
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Unified XM

BEHAVIORAL {B}
DATA

make sense.
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qualtrics™
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{1} Anchor to a Business Outcome

Start Here:
Making
Unified XM

Making make sense.



.
{1} Anchor to a Business Outcome

-
s

Start Here: {2} Unify What Matters
Making ;
Unified XM
Real

Making make sense.



.
{1} Anchor to a Business Outcome

-
(i

Start Hel’e: {2} Unify What Matters
Making :
Unified XM k
Real

{3} Test. Learn. Refine.

Making make sense.



-

{1} Anchor to a Business Outcome }

N

Start Hel‘e: 1{2} Unify What Matters }

Making f
. {3} Test. Learn. Refine.
Unified XM ik

Real {4} Strengthen Your X-Data

Making make sense.



Start Here:
Making

Unified XM
Real

-

{1} Anchor to a Business Qutcome
A
P

{2} Unify What Matters

>
{3} Test. Learn. Refine.

N
Ve

{4} Stren

{5} Prepare for Intellige

Making make sense.



Start Here:
Making

Unified XM
Real

’

{1} Anchor to a Business Outcome ]

N

{2} Unify What Matters J

r

\.
-

{3} Test. Learn. Refine. ]

{4} Strengthen Your X-Data

= IR
X PR e e I E

{5} Prepare for Intelligent Action

change make sense.



What role

will play?
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Talk to

walker™®
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